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At the end of today, you will:At the end of today, you will:

1.1. Learn LOTS of practical ways to deal Learn LOTS of practical ways to deal 
with angry clientswith angry clients

2.2. Understand how to disarm angry clientsUnderstand how to disarm angry clients
3.3. Increase your deIncrease your de--escalation skillsescalation skills
4.4. Understand how professional reactions Understand how professional reactions 

impact an angry clientimpact an angry client
5.5. Both have had fun and learnedBoth have had fun and learned



Why Are They So Mad?Why Are They So Mad?



ProchaskaProchaska and and DiClementeDiClemente’’ss 
Six Stages of ChangeSix Stages of Change
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Anger/Aggression & Drugs/ETOHAnger/Aggression & Drugs/ETOH

Relationship of Risk and Drugs

0 5 1 0

Alcohol
Sedatives

Cocaine
PCP

Steroids
Inhalants

Opiates
Cannabis

Hallucianogens

Drug Group

Risk Level



Cooperation vs. ObedienceCooperation vs. Obedience

Don’t pull the 
elephant’s leg.  

Work with the 
elephant until it lifts 
its own leg



How we react in return How we react in return 
determines whether the situation determines whether the situation 

escalates, deescalates, de--escalates, or escalates, or 
becomes mutually or individually becomes mutually or individually 

tolerable.tolerable.

Our Reaction…..



Most common defensive reactionsMost common defensive reactions

1.1. SurrenderSurrender--Betray Betray 
2.2. SurrenderSurrender--Sabotage:  Sabotage:  
3.3. WithdrawWithdraw--EscapeEscape
4.4. WithdrawWithdraw--EntrapEntrap
5.5. CounterattackCounterattack--JustifyJustify
6.6. CounterattackCounterattack--Assault:Assault:



Your hot buttonsYour hot buttons

What are the situations that provoke me?What are the situations that provoke me?
What are the feelings that I experience most at What are the feelings that I experience most at 
work?work?
What triggers these emotions?What triggers these emotions?
How do I express those feelings?How do I express those feelings?
What can I do to manage those situations?What can I do to manage those situations?
How can I change my attitude and behavior?How can I change my attitude and behavior?



How do we react?How do we react?
The key is The key is ““reactreact””. We become programmed to . We become programmed to 

react rather that stop andreact rather that stop and……
•• Listen to what is being said, and how it is being Listen to what is being said, and how it is being 

communicated (noncommunicated (non--verbal)verbal)
•• Not  personalize the situationNot  personalize the situation
•• Stay CalmStay Calm
•• Avoid becoming defensive or blamingAvoid becoming defensive or blaming
•• Show empathyShow empathy
•• Accept responsibility and criticism Accept responsibility and criticism whenwhen validvalid



Barriers to Positive ReactionsBarriers to Positive Reactions
•• Language differencesLanguage differences

•• Cultural differences Cultural differences 

•• Poor listening skillsPoor listening skills

•• Making assumptionsMaking assumptions

•• Being preoccupied or Being preoccupied or 
in a hurryin a hurry

•• Reacting with angerReacting with anger

•• DefensivenessDefensiveness

•• BlamingBlaming

•• Our hot buttonsOur hot buttons

•• Others?Others?



Phrases for miscommunicationPhrases for miscommunication
Ordering* Ordering* –– you mustyou must……you have toyou have to……
*Relationship dependent (Management *Relationship dependent (Management 

directives) directives) 
Threatening Threatening –– if you donif you don’’t, thent, then……
Preaching Preaching –– you shouldyou should……
Lecturing Lecturing –– herehere’’s why you are wrongs why you are wrong……
Judging Judging –– youyou’’re lazyre lazy……youyou’’ll never changell never change
Excusing Excusing –– itit’’s not so bads not so bad……
Labeling Labeling –– youyou’’re being unrealisticre being unrealistic……

Tip: ItTip: It’’s always better to REQUEST and SUGGEST s always better to REQUEST and SUGGEST 
than COMMAND and DEMANDthan COMMAND and DEMAND



Words that Fuel ConflictWords that Fuel Conflict

CommandsCommands
You shouldYou should……
You shouldnYou shouldn’’tt……
YouYou’’d betterd better……
You ought toYou ought to……
YouYou’’re supposed tore supposed to……
You canYou can’’tt……
You willYou will……

ComparisonsComparisons
YouYou’’re just likere just like……
YouYou’’re not likere not like……
________________wouldnwouldn””tt……

ChallengesChallenges
Why?Why?

OthersOthers
ShamingShaming
BlamingBlaming
Name callingName calling
ThreateningThreatening
AssumingAssuming
Interpreting Interpreting 
motivesmotives
““ButBut…”…”

Words like these can make others defensive and feel judged:  

Ignoring
I’m busy
Don’t bother me
Go away

Exaggerations
You Always…
You Never…



Communication StrategiesCommunication Strategies
DONDON’’T promise what you canT promise what you can’’t delivert deliver!!

Be clear about what you Be clear about what you CANCAN and and CANNOTCANNOT dodo

DonDon’’t tell the person that they are t tell the person that they are ““getting upsetgetting upset””

DonDon’’t tell the person to t tell the person to ““calm downcalm down”” or that they or that they 
are are ““out of controlout of control”” When you feel overwhelmed When you feel overwhelmed 
or out of control use or out of control use ““Exit StrategiesExit Strategies””

If the personIf the person’’s behavior is intimidating to you say s behavior is intimidating to you say 
so:  so:  ““ItIt’’s hard for me to help you, when you yells hard for me to help you, when you yell””



Communication StrategiesCommunication Strategies

Really listen; donReally listen; don’’t argue and dont argue and don’’t give advicet give advice

Use active listening to clarify:  Use active listening to clarify:  ““ReflectReflect””

Try to understand how the other person thinksTry to understand how the other person thinks

DonDon’’t side with or blame anyonet side with or blame anyone

DonDon’’t liet lie

Be sure you understand and are understood.Be sure you understand and are understood.



DeDe--escalation Strategiesescalation Strategies

Develop Safety PlansDevelop Safety Plans
Maintain CalmMaintain Calm

Avoid backed into cornerAvoid backed into corner--offer choicesoffer choices
DonDon’’t allow power strugglest allow power struggles
Controlling behavior yields from fearControlling behavior yields from fear--
remain nonremain non--threateningthreatening
It isnIt isn’’t you, if you are being nont you, if you are being non--

defensivedefensive



More DeMore De--escalation Strategiesescalation Strategies

Your reaction counts 9 out of 10 timesYour reaction counts 9 out of 10 times
Monitor tone and paceMonitor tone and pace
Change breathingChange breathing
Neutralize wordsNeutralize words
Maintain open body languageMaintain open body language

Use Exit StrategiesUse Exit Strategies



Even More Even More 
DeDe--escalation Strategiesescalation Strategies

NONNON--VERBAL OBSERVATIONSVERBAL OBSERVATIONS
Physical AppearancePhysical Appearance
ProxemicsProxemics
Paralinguistic CuesParalinguistic Cues
BreathingBreathing
PosturePosture
Gestures and Other Body SignsGestures and Other Body Signs
Eye ContactEye Contact
Facial CuesFacial Cues
Rule OutRule Out-- Cultural Factors and/or Medical FactorsCultural Factors and/or Medical Factors

TRUST YOUR GUTTRUST YOUR GUT



When to Ask for HelpWhen to Ask for Help

•• You have tried to handle the You have tried to handle the 
situation alone and it is getting situation alone and it is getting 
worseworse

•• You canYou can’’t think objectivelyt think objectively

•• A participant in the conflict poses a A participant in the conflict poses a 
threat to himself/herself or othersthreat to himself/herself or others



ProPro--Change Vs. ProChange Vs. Pro--StatusStatus

Elicit SelfElicit Self--Motivational Statements Motivational Statements 
& Actions for Change& Actions for Change

Statements & 
Actions for Change

PRO CHANGE PRO STATUS



LetLet’’s Practice Being Nons Practice Being Non--Defensive Defensive 
1Adapted from: Burns, The Feeling Good Handbook1Adapted from: Burns, The Feeling Good Handbook

Three main stepsThree main steps
1.1. Disarm themDisarm them-- find some grain of truth in find some grain of truth in 

what they are saying what they are saying 
2.2. Empathize with themEmpathize with them
3.3. Ask Questions to move forward or make Ask Questions to move forward or make 

position statementposition statement



Kaplan & WheelerKaplan & Wheeler’’s s 
Crisis CycleCrisis Cycle

What do you do at each phase?What do you do at each phase?

Triggering

Escalation

Crisis

Recovery 

Post Crisis 
Depression



Attending SkillsAttending Skills

Body LanguageBody Language
I I ““hear youhear you”” expressionsexpressions
Mirroring (paraphrasing)Mirroring (paraphrasing)
Inquiry Inquiry 
EmpathyEmpathy



Motivational TechniquesMotivational Techniques

Ask openAsk open--ended questionsended questions
Listen ReflectivelyListen Reflectively
AffirmAffirm
SummarizeSummarize
Problem Solving Model Problem Solving Model 
Elicit actions and statements for changeElicit actions and statements for change



What is NOT reflective listening?What is NOT reflective listening?
Ordering, directing, or commandingOrdering, directing, or commanding
Warning or threateningWarning or threatening
Giving advice, making suggestions, or providing solutionsGiving advice, making suggestions, or providing solutions
Persuading with logic, arguing or lecturingPersuading with logic, arguing or lecturing
Moralizing, preaching, or telling client what they should doMoralizing, preaching, or telling client what they should do
Disagreeing, judging, criticizing, or blamingDisagreeing, judging, criticizing, or blaming
Agreeing, approving, or praisingAgreeing, approving, or praising
Shaming, ridiculing, or labelingShaming, ridiculing, or labeling
Interpreting or analyzingInterpreting or analyzing
Reassuring, sympathizing, or consolingReassuring, sympathizing, or consoling
Questioning or probingQuestioning or probing
Withdrawing, distracting, humoring, changing the subjectWithdrawing, distracting, humoring, changing the subject



Professional AngerProfessional Anger

““HEAL THY SELFHEAL THY SELF””

BE A POSITIVE MODELBE A POSITIVE MODEL

HOW DO YOU RESPOND?HOW DO YOU RESPOND?

CAUSES OF PROFESSIONAL ANGER? CAUSES OF PROFESSIONAL ANGER? 

ANGER=SIGNAL (donANGER=SIGNAL (don’’t dismiss)t dismiss)
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